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N " ., BUILDING A CONTEXT OF EXPERIENCE:
COMMUNICATION AUDITS TO TEACH COMMUNICATION CONCEPTS .

’

One of the abiding chillenges for teachers of con;nnication is to fit

the principles and practices they teach into a context of "real world'

"
Y

.

experience. Nowhere is this challenge more keen than in the areas of busi-

ness and organlzhtional conqunication. where undergraduatqs rarely have the

¢

kinds of relevant experiences they bring to a Eourse in, say, interpersonal
or mass connunicatién. Most instructors do what th%y can to contextualize
communication coﬁcepts by recoqntiné illustratIQe persongl experiences; by
\ . assigpiné éasp studies for reading and discussion; or by having ;tudeﬂts
. participate‘in simula .ons, role plays, ang games.' But few of these ﬁethods 4

L 4

Qucceed in being both engaeing and "Eeal".
We would like to outline in this paper an instructional approach which

. not only succeeds 1n_est;b11sh1ng a context of reality for students, bﬁt one

which, furthegpore. offers experiehce in using a research tool actually

employed by practicihg'organizanioAal analysts ‘and consultants. Specifi- |

o cally, we are recommending-the use of a "live" communication audit as a way

of providing uﬁdergraduates with a relevant organizational experienc% tﬁrough

] N
which they can intergrate quory and practice. Not only can an audit be of

considerable in;tiuctional value for students of organizational communica-

tion; but in varying forms, it can be 'a useful a&junct to any course in

; business communication. ‘\
BACKGROUND o . ‘ - ' \\
;& The idea of communication Eﬁqiting is not new: Qdiorne discussed it in
‘ 2
v Personnel Psychology chirty years ago. As communication has become mor&i\\
s .
,f. ‘
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widely accepted as a vitai organizational function and a central activity of

v

" managers, 1ntere|§ has grown for some systematic technique of assessing

v

organizations' "communication health." Over z period of about fivg years in

the early 1970s, the International Communication Associat%on committed sub-

. * . ‘o
" stantial resources to the developmengaof a basic. communication audit
: 3 L | . L
- approach.  Since then, others have suggested alternate perspectives and
» ‘ . "" . .4 a
procedures to_achieve‘th% same end.

However they have been .conceived and structured, all forms of the commu-.
. 3 } . ’ . .

nication ardit constitute an attempt to. examine in detail’the communication
processes in an organization. The ICA version, which has been the most

‘thoroughly xesied'and one of the most widely used in organizafional consult-
Voo \

-

ing, is a multi-method inquiry that examines tlie communicq}ion°philoaophy,

polidies. and practices of an organization. Its primary uses are to monitor

[

and evaluate an organization's gpnnunication activities, to identify communi-
. . .
. 'cation breakdowns and blorkages, and to provide information about the Commu-
~y . nication system that can be used as a basis for'prganizational development.
In addition to showing how communication Qorks in an organization, the audit
‘can also provide a relatively useful pictur; of the organizétion‘s ovérall
communication climate. '

For those unfamiliar with the practices and {nstruments involved in
communicatfon auditing the‘discussiog w;ich follows, briefly descr;bes the
blanldeveléﬁed undgr the auspices of the International Communication Associa-
tion,5 The ICA communication audit was designed as a standardized‘system of

. five instruments. The central measurement t661 is é question?aire (see

Appendix A) consisting 03 demographic items and a set of questions organized

around\izzf areas: 1) t

e amount of information aboutt central organizational
. r

e

2



[) ’ . v .
issues received from othcrc. 2) the amount of information about various

. | matters sent to others, 3) the amount of information reccived'throuzc partic-
. ular communication channels, 4) the amount of information received from
particular sourccy, 5) the amount of follow-up action resulting from informa-
tlonfsent. 6} the amount of feedback receivgd'fro- certain indi;iduals, 7)
the qualicy of information (with respect to:tlneliness and accuracy) received
from parti%?lar sources, 8) the nature of certain communication relationships
(uith respect to trust, encouragement of. difterent opinions, and influence in
- decision making), and 9) the extent of satisfaction with various ‘organiza-
k;' | tional outcomes (pay, cpbortunity.‘goal achievenﬁnt.;ananhe lige).
The queétiénnaire is supplenented by interviews, network aPalysis.
descriptions of critical comnﬂhication incidents. and'conlunication diaries.
.The interviews are typically conducted one-on-one with the‘zoal of}corrJXDra-
-ting and clarifying information obtained through other’ means; however. th;y
also can be a way of discoveringkhpmmunication concerns not picked up by
K i other instruments (cce Appendix B for sample interview protocol). Network
analysis .is carried out by surveying mence;s to determine fréquencyﬁ?f con-+~
tact with other members. Thcse.data are then computer analyzed to yield a
representation of the organizction's functional commuzication system in terms
of who is isolated from others, who links groups, etc. Written déscripticns
of critical communication incidents afe are elicited from members as illus-
trations of typically successful or Lnsuccessful instances of communication.
These episodes enrich the other data and help to show concretelQ.what kind of
communication is occurring and why.ccmdunication in certain units or circum-
» stances is seen as good or bad. Communication diaries are records of speci-
fic communication.activities (élg.. telephcnc'calis. memos, meetings) kept by

It
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- . . participants over a one week periodf_ These, too, indioatp’actual communica-

<

.

tien behavior. ) ' : g

The coalunication audit need nqtr of course, make use of these five
e particular instruments, and certainly for class use instructors need to

select and adapt methods to meet their needs. ‘We will consider the question o
_ . _

0f what instruaente to uee lgter in this paper. Let us for nou.‘however.
.\

make two general,obaervations about the communication ahﬁit as a teaching

tool. First, the audit affords students a highly structured research experd-

(

) ence. For underzraduatee. who may have no prior experience with anything but
) library research. thie is .especlally helptul. They are not left to their own

devices to design a research project o' to conguct research in vague teras.

1)

N 'Seccnd. owing to its packaged character, the audit is generally appealing to

organizations. It is relatively concrete and seens"nore easily understood
7 and more readily accepted than just "doing field research." These features
enhance the value of the audit as a pedagegical instrunent.’ The remainder of

this paper will discuss more specifically the audit's epplication in teach-
\ing' } . (/‘/‘

COURSE DESIGN

To introduce undergraduate students to the basic concepts and theorizes
\
in the field of organizational communication.we course was designed which

. focused on the applicaticn of these concepts and theories to "real life"
communication problens in organizations. Our bellef was that if students
actuallyggad to confront live communication processes and try to explain

them, identify problems, and suggest remedies, they woulr better understand

‘and more truly learn the sutject matter of the course and be better prepared

»




to work in organizations. whatever their acadenic lajors‘or planned occupa-

.tions, n:t particulariy if they were headed toward nanazenent public
' . f O
re1ation§\ or other "connunication intensive" positions

There were six prinary-objectives of the course:

o

s ,
.1. To increase students' understanding of how organizations operate.

- : b4
" 2. To increase students' awarene:ss and knowledge'gg communication as it

occurs in organizations

3. To deveIOp students' conpetencies in dentifyi g and nalgzing

communication problens in organization .

A}

4. To develop student’s skills and understanding related to solving

V

. connunicatign problems in'organizations. B ’ o
5. To contribute significantly'to students' career preparation.
6. To.develop students' practical research-skills. :
The course was set up to use three teaching methods:

1. Lecture/discussion,
2. Case studies/role plays/group ezeroises. . )
3. Communication audit.

' The first half of the semester was de;c d to exploring organizational
and communication concepts and theories using a combination of lecture/
discussion and case.studies/role plays/group exercises. Part of onr aim in
using role pla&s and group exercises was to get students accustomed to groun
uork 1n/nreﬁaration for the rather intensive collaboration that would be .
required of them later ip the course when they became audit research teams.

LJ

About halfway through the semester the audit was introduced and explained,

o™

and theaggpdents were trained in the research methods necessary to perform o,
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the audig;:lg_this instance, the administration and analysis of question-

N . : .
audited earlier ing the course, research teams of abuut X members each

_were then formed and each group cmbarked on its own audit, a project that
¥ ' » . '
would occupy about the last six weeks of the semester. The class continued

>

‘ : nairés«tﬁd\lgzzi;;:ws. ‘Having identified lopal organizat “1ling to be.

to meet as usual durin& the ‘period when .audits were being conducted, excaég
that one ot our three weekly meetings was given over entirely to audit
research tean meetings and our discussions in other sessions were concerned
largely with the problems studentp were encountering and the discoveries
there were making. Throughout the senésteE, readings were assigned from

. textbooks and supplemental sources. .Studentsi lJ;tery of organizational

communication concepts was tested with three hourly examinations,

T RESULTS ‘ | )

To assess the outcomes of the teachidg/methodiiused in the cgprse. we
conducted two types of evaluation. The firsé was an informal, impressionig—
tic assessment of student's gains from the cburse based on comments made by
students dqring the audit phase of the courseklon the'ir apparent enthusiasm

‘ for and commitment to the work, and on the quality of the audit groups' final
written reports. Ourlbiases in favor of our own teadhing notwithstanding,

‘ these informal measures were encouraging. 'Students' anonynous- open-ended
responses in evaluating the gudit experience were extremely positive; notipg
many of. the dimensions of the experiente we had hoped would be most salient

such as its sense of "realness,” rigor, and 1nvol§enent“ As for the audit f

reports, they were accunﬁte and thorough and comparable in content. form, and

style to similar repcrts we have seen prepared by graduate students and.

a - e 8
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professional consultants. The second foram of ev%lugxiqn_was a brief ques- .
tionnaire administered to all students in the course on the lant‘day of
class. Responding ano&ylously to a set of five point scales (1 =~ lowest
possible rating, 5 = highest possible fatfngf, students rated each of the *
three hain insf;uctional nethods—~1ecture/discuasion..case studies/role
plays/group‘exercls;s. communication audit--as to itq value or effectiveness
in accomplishing the objectives of the course. The questionnaire, along with
mean responses.for each item, is presented in Table I. The 31 completed

‘questionnaires were spbjecfgﬁ to multiple tf;estsg(tuo-tailed) comparing the

’ L]

< . Insert Table 1 Here

3

effectiveness or value of the communication audit with the effectiveness or
value of each of the other instructional methods in‘achieving each of ihe

main goals of the course. Findings are summacized below.
e

1. To what extent did each of the teaching methods increase your under-

—— . e ———— i AT MG SR S f—————

standing of how organizations operate? The communication audit was

rated as increasiqg such undefstanding to a significantly greater
extent than either lecture/disbussioﬁ (t = 5.44, df = 29, p < .001)
or case studies/role plays/group éxercises (t = 9.13: df = 29, p <
.001). R

‘ i
2. To what extent did each of the teaching methods increase your aware-

ness and knowledge of commynication as it occurs in organizations?

¢
The communication audit was rated as increasing such knowledge to a

significantly greéter extent than eitﬁér lecture/discussion‘(t =

R



- 3. .29, df = 29, p < 008) pr case studieo/role plays/group exercisea

(t = s. 90, dt = 29, p < 001)
" 3. To what exgen you feel vou have becone nore ,Compatent in identi-

) xfng and a nalzzing gonlunigatio g_pblels in gagizatlo 8 as a
result of each eaghing method? The co:nunication audit was rated

9

Y a8 1ncreasing such competency to a significantly greater extent than

either-lecture/discussion‘(t = 5,11, df = 30, p < .001)5of case
studies/role plays/ group exerclses (t = 9.32, df = 30, p < 001)' I

4. How luab;e was each of the t eaching -ethods in develoging your |

: sgllig and understanding related to solving real problems in organi-
zatiogal gggﬁunicagiog§1 The communica ;on audit was rated a§ signi-
ficantly more valuéble khan either lecture/discussion (t = 5.38, df
=. 30, p < .001) ¢r case studies/role plays/group exercises (t =

9.99, df = 30, p < 001) : v '\

AN ‘ 5. Ig what extent K~g, each type bf course experience worthwhile in
’ terms of your career grepartio n? The connunication audit was rated

as slgnificantly more uorthwhile than ejther lecture/discussion (t =
3.50. df = 30, p < "001) or case ptudies/role plays/group exercises
(t'= §.52, df = 30, p < .001). |
In addition to asking students to rate the effectiveness or value of
each instructional method, the questionnaire attempted to assess the degree
o which the activities related to the communicatlon ahdit helped to develop
studenys' practical research skilis. These findings are report;d in Table

. e\ . )

'Insert Table II Here ,
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DISCUSSION OF RESULTS - ' e

From these relulti, the communication audit appears to have been, from
the studenta _gzaﬁ;;oint an appealing and etfective instructional tool. 'It |
contributed siggiricantly more to students' >ach1evelent of the overall course
objectives than any other'teachinz nethod..partiéulgrly those objegtives
related tpo deQéloping'skills and conpetehcies in identifying, analxzinz; and
solviqg communica:ion problems. It is quite clear, too, fhat sending
students into pldheg of business and other arzanizationyl settings to ask
ng;tions Pl obs;rve helped;students ;np;ove basic research skills and™ "
understand fundamental concepts far better th;q they would have had they been
confined tﬁ cldé#roou discussion and exercises.

Besides accomplishing the‘specific.objectives of the course, we believe
the audit activities can produce beneficialz"sdde effecis” in a number of
. ways. First, conducting the audit aenaﬁds that'studpnté plan and coordinate
their efforts, make some important dec{sions as a group, and béhaye in a s
prﬁfessiona; manner. They are, after all, responsible for maintqi;;ng a
édnsultant—client'relationshlp with an orgahization. Second, the‘audit acti-
vities not only provide experience in research techniques and data analysis
but also put into sgudents’ hands information that is very much alive and in
which people other than themselves have a éonsideréble stake. Good judﬁnent
is as important as %onnunication knowledge, Finally; each student audit
group must prepare a professional quality written report of its activities
. and findings, which not only coupletes'the class project but is presented to
| the client organizhtion. Each audit group, furtﬁermore. has the option to

follow up the written report with an oral "debriefing" session}Sor its client

organization. Theése experiences make wonderful resume material and might,

e’ »

| . s 11
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" USING THE COMMUNICATION AUDIT

D : . : :
important things about his or her organization' The final report which=is i

| combination; establishing and maintaining a working relationship with the

' K ' e T T . tat AT
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N o ' Cem e o .
for a rare student, even lead directly to an internship or employment with a .

- B AN

client organization. . .,; . ' _
i Another hoped-for ougcome of using thE“collunication audit as a teaching

method is what we, light cali "radiating ettects." Since students must carry

v
L[4
AAEY

out their studies in reel local organizations. the audit can be a nay,for the

collége or university to serve the local business community, a “contact ., ,

point" that benefits both partiee. Careful greparation‘ot students betore.

they take on the audit and close monitoring of -their progress can ensure that °
.'./' \2 o * ™
a responsible study is carried out, one that can teil the working manager /

\ I

delivered to the organization should, anong other things. greatly help the C

‘organization to identity communication problens and take steps toward their

resolution. Because connunication auditing has considerable appepl for busi-
nesees'and other organizations, word ot’students' good work will very likely

move rapidly through the community, increasing'the visibility-of the_sponsor-
ing departneﬁt,and enhancing support for its prograns. One small but impor-

tant payoff might simply be requests for more audits, but other kinds of

cooperative arrengenents are also likely to result,.

It seems important to note some of :the issues that instructors need to
consider before making the communication audit a part of their courses.,
These matters inciude identifying organizations to audit-—whether to be done
by students or by-instructor; grouping students and natchine them with client

organizations~—whetKer through self selection, random assignment, or some

) 4 0 12 ‘
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client organizqtioni—-whether the instructor should intervene and how much;

. .

determining what reseurch methods to use--questionnaire, interview, critical

-~

. . . . 7
1nc}dent. diary, participant observation; and scheduling--where to place the

-

audit in the caourse aqd how much time to spenp doing it.

We would like to consider each of these concerns in turn. The-first

‘1ssues—-1dentityfng orgpnizatiohs to audit, forming student,audit‘groups\inq\'

matching thgn'ultp client orzinlzations. and establishing and na;ntaininz
working relationships with client oréanizations——we wiil discuss brlgfly
together. We have tried different aéproa es for making these initjal
arrangements and believe th#t any 1nstructd¥§sﬁght to choose the methods that
seem l;st sensible and yorkdble considerir~ tﬂé‘ong;nlzatibns available on
campus .ad in the community and the scr ” students with whom one is work-
ing. We';ecégtly have had very good luck with studenté 1d2n:1fy1ng organiza-
‘tions to audit. We asked them to give us.the name of én organization which
they believe night‘coope;ate with our class, usually because either they are
or have been members or they knoy someone who is a member. From a list o{Ag
dozen or 'so student suggestions it is probably posgible to draw four to/;;x ¢
appropriate, willing organizations. For an organization to be "gppropriate”
we look for 20-40 members and at least two levels of authority or.xesponsdi-
bility. Once a sufficient number of suitable organizations are identified,
student groups can be formed and matched to organizations by whatever méans v
are acceptabie to the students and will satisfy the instructor's interest in
having cooperative, responsible research teams. We have naqaged this quite /

smoothly by asking students to give us, in rank order, their first three

choices of organizations to audit: then we group students on the basis of




théir ranked preferences. As for establishing and maintaining the client-

consultant relationahip; we like to make a follow up call to the organizaiion

-

after a student has been given its approval to conduct the audit. From that .

point on, however, we leave the relat;onship ih the hands of the stpdent

audit groups. Before they.nake any c;ntact'pdst the first inquiry as to

whether the orgdnization liéht permit an audit, students are made fully aware
of what the orgaﬁization's concerns are likely to be (e.g., coﬁridentiality).
wha§ their 5géﬁonsibilities to the organjzation are, and overall what kind of
behavior is expected fo them in their’uork with ipe organization. We believe
our students have demonstrated a good degree of maturity, responsibility. and

professionalism in this endeavor, and ou; cooperating organizations for the
q‘nost: part have concurred.

As to the matter of research methods, we are committed to the notioA of
triangulationa and believe:thgt. if the communication audit is to achieve the
two goalé of providing an accuraée account of communication in an organiza-
tion'and of giving undergréduate students sound early training in research,
multiple n;thods are required. Our choices of instruments have been ques-
tionnaires and interviews because they are reasonably reliable, produce a
good data base, and are manageable in the time available during the course.
Administeriné the questionnaires--which are adaptations of the ICA Communica-
tion Audit Survey7 and Litwin and Stringer's climate questionnaire8-¥requires
little training, so attention can be focused on training for interviewing and
for coding and analysis of the questionnaire data.

Other data gatbering techniques are, of course, avz}dable and have value

in auditing organizational communication. However, we Believe they present

problems that make them ill-suited for use in the audits performed as class

/6
121 4
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projects. chnun{Fation diaries are problenatic in that they require more
time and %ffort'thAn Bany suPJectl\are willing to invest, and ;tudent ‘
researciers need to.be.trainea in content analysis and the use of involved

.coding schemes. pésc£iptiona of critical communication incidents or episodes
may be solicited as bart of a questionnaire, but our experdencé suggests thqt

: 7
asking for just two or three makes the questionnaire unduly long, and

°
response rate tends to be low. Resppndenés either skip them entirely or
provide the first and skip the others. wPagt{cipant observation is an excelj
lent nethdd gor gaghering audit inform&tion but has the drawbacks of requir-
ing enormous amounts of time in the field settingrand of requiring e;fensive
training in observing, reqording; and anélyzing behavior specimens. Whilé
611 of these research methods ﬁ;ve the potential to provide rich and useful
information, interviewing can provide much of the samg 1nforna£1on and works
better within the time constraints of  the cburse.

In sampling subjects, our approach has been to administer the question-
naires to all members of the organization or portion thereof being audited
gnd,to interview enough members so that everybody on the audip team partici-
pates in two or three interviews. Selection Af 1ntervieneps-nayrbé done
randomly, on the basis of members' statys as."key" or especially well
informed member, or in such a way as.to capture a sense of the organization's
authority strata or member demographics.

With respect to the 1ssue‘of scheculing, it is obvious that a period of
preparation is necessary before‘students can intelligently carry out the
audit. We believe this pré;aration should include not only familiarizing
st?deﬁts with  the audit itself but also buildiﬁk a solid foundation of orga-

nization and communication theory and concepts. For us, that has g¢ccupied

t
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' approxinateiy the first half of a semester. It is conceivable that the audit

4 i
could be carried out earlier in a semester and used as the base of experience

&

and data in which to ground understandings about.organizational communication
develpped through the hudit process. To a.coﬁsiperable extent, the audit
serves this "grounding” function even when it is conducted later i3 the

courée; this is part of its beauty as an instructional tool. But approached

*

without first having a_souhd set of concepts, the audit risks.being less yell

" focused and coherent, -arid it becomes less an exercise in helping an—ofgani-

<

zation than a §elf-serving fact finding mission.

Conducting the audit requires about six weeks, not including making

initial contacts and making arrangements

or the delivery; distribution, and
collection of survey_instrulents. Client or anizations ought to be encour- |
aged to conplege questionnaires within the finst week. During that first
week, members of the audit research team should set up interviews which will
be conducted over the next two weeks. Whiie interviewing iépgoing on, the
éroup can be collecting lingering questionnaires and receiving training in
coding and analysis of the survey data.’ ) '

By the fourth week, assuming the data collection is nearly completed,
the audit group ought to prepare brief--perhaps three to five rages--prelimi-
nary reports deseribing their activities and findings to date with tittle

interpretation as to the meanings of what has been observed. We suggest the
/

1

following general'ouélihe for the preliminary report:
I. Context of andit—~d§fes. times, settings for data co}lection.
II. Number of instruments distributed, response rates. ;
IT1. Number of intefv1ews,‘hon subjects were selected.
1v. Findinés——lean responses for all questionnaire items, themes

running through interviews,

4 16
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‘%:>\ consultants but more because it serves as an inte

g

The prelininary report is written as if it were a professional progress

report for the organization. In fact, it does not go to the organization and

ink, partly hecause it is
L §

the‘hort of thing they might be eéxpected to do {f they were acting as paid

students know this, But.t is very valuable, we

o nt at which the audit

group reviews the context of 1t7 work and the "facts" has produced and

L] h .
practices reporting these things in 1!1tidg. While these reports carry \"f’
! L “ B '

relatively little grade weight in our course, we do critique them in detail,
\

part of our ajn being to leave.the students with no doQEts.aq to the quality

-

expected in their final reports. }n &

The final stége of the work inVOIVéR interbreting the findings of the
questionnaires and interviews and develop}ng a final report. Because augit
groups need‘to meet quite a number of hours to settle on strengths and
weaknesses of the organizational communication system uqder study: to formu-
late recommendations for the organization, and to write and rewrite the final
report, we allow two weeks for this final phase of the audit. Even so,
groups generally feel quite pressured at this potht. As instructors, we work
closely with ind{vidual qudit groups during this period, often meeting with
them outside of class time to work through this critical and difficult inter-
éretation stage. _

Of- course, this six week time frame is flgxible, but we believe six
weeks is probably the minimum time in which ah one should attempt to coqduct
connﬁnication audits as part of the instructional netheeology for a one
semeeter course. The importance of the project to the client, organization
an¢ its values for both the client and the stedent auditors demand that it

-

not be rushed or cut short.

® ' L3
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There is no questloti that the communication audit is a demanding project

.

for both studeiits an{ teachers. But the ré‘nx:?re many, and it promises to

..be one of the.best legtis we have of integrating theory and practice and of

Kl T
)

building that valuable context of experiencé.

‘\'—'_a._/
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' To what extent did each of the following increase R

. ,miw I
Mean Responses to Survey
’ of Perceived Eftéctivenps; of
Pirfgrent Instructional Methods

/. ‘ * 1 " in Achieving éogrse Objectives

your understanding of how orgzanizations operate:

Class lebtﬁree/discﬁ sion
Case gtudy/role plays/groups exercises
Communication audit

To whatVextent did each of the following increase
your awareness and knowledge 'of/ communication as
it occurs in organizations?

. Pd
Class lectures/discussion
Case study/role plays/group exercises
Coplunication audit v

To what extent do you feel you have become more

competent in identifying and analyzing COmnuniuation
proble- in organizations as a result of:

Class discussions/lectures
Case studies/role/group exerclises
Communication audit

How va e was each of the following in developing
your skills) and understanding related to solving-
real praoblems in organizational communication?
Classi discussions/lectures \
Gase studles/role plays/group exercises
. Communication audit <!

To what extent was each of *“he following worthwhile
in terms of your career?

Class lectures/discussions
Case study/role plays/group exercises
Communication audit

*rive point scale [1 = lowest possible rating (not at all),
5 = highest possible rating (a great deal)]

v

A&

19 - o ‘

™

3. 30

3.10
4.60\\

4.17

.26
.45

W

-

.16
.38

w

.84~
.4

w w



N ‘ ' TABLE II,

“\\\_’j Student Perceptions bf'ﬂelprulnesa
4 of Auqlt'Activlglel in Developing ///
’ ' \ / | Practical Research Skills
¢’ Research Skills:: ~ '3?
'’ Set up a research project - 1 h ‘ 4.13
N carry out research in org;nlz&tlogs : C4.dn
" Conduct a research interview. , 4.43

Analyze data

Diagnose communication problems

'\Prepare a report of findings and recommendations

*Pive point ,5scale (1. = not at all helpful, 5 = extremely helpful)

v R

<0




Notes
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1 . ’ ; _
The following two articles offer excellent critiques and recommenda- -

tions for making instruction more engaging - Don W. Stacks and John J.
Chalfa, Jr., "The.Undergraduate Research Team: An Applied Approach to C;Ehu-

nication‘Educhtion."'Coulunicition-Education. 30 (April 1981), 180-183, and' 4

Denise R. Mier, "From Concepts to Practices: Student Case Study Work in

Organizational Communication," Communication Education, 31 (April 1982),'151-
/ .
P
154. : g

4

3

7 I
G. Odiorne, "An Application of the Communication Audit," Personnel

Psychology, 7 (1954), 235-243.

"3 .
Gerald M. Goldhaber and Donald P. Rogers, Auditing Organizational -

Communication Systems: The ICA Communication Audit (Dubuque, Iowa:

Kendall/Hunt Publishing Co., 1979), p. v-vi.

4 St
For example, see Howard H. Greenbaumf} conceptual structuce and Osmo

Wiio's LTT Communication Audit in Goldhaber'g\\ggganizational Communication,
. . wy

3rd ed.. (Dubuque. IA: W. C. Brown Co., 1983) apter 10.

~

[&]]

In 1979 the ICA audlt ceased to exlist as an officlal ICA-sponsored
activity. All instruments and procedures are in fbe public domain.

6
One of the best arguments for triangulation @f methodologies is-given

by Norman K. Denzin in The Research Act, 2nd ed., (New York: Mc&raw—ﬂill

-

Book Co..‘1978). Chapter 10.



7. . «
- See Goldhaber and Rogers.

8 , . . -
See George H. Litwin and Robert A. Stringer, Jr., Motivation and

Organjizatiomal c;tlat , (Boston: Division of Research.’craduate Schbol of

Business A¢linistrition. Harvard University, 1968). 7
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; * _ APPENDIX A
. 3 ~  COMMUNICATION AUDIT SURVEY .
4 ' - . )
. - \ )
Iastructions _ oo a

-

Please u:sur all questions since each uﬁhpornn_t for pouiibly improving the, operation of
the organization, If there are any questions which did’not apply to you, leave them blank. °
Ve appraciate your patience with this important survey.

’

PLEASE MARK ONLY ONE RESPONSE TO EACH guzsrfﬁﬁ

S

P C BEST COPY AVAILABLE
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Receiving Information: From Othece
You cen receive information about varivus topics iu your organization. For each topic listed on
the following pages, mark your response on the answer sheet that best indicages: (1) the amount
~ of information you are receiving on that topic and (2) :hcuanaunt of information you need to
Taceive vu that topic, that ie, the amcunt you have to hive in order to do your job,

~,
s,

* : This is the amcunt This is the amount
of information I of information X
' racaive how need to vecelvs -
ui - ﬁ
= » n s ;J g
i 3 4 ¢
he S ) - e )
. " - o
N 3 @ ™ oM = 4
- : PHEEE R EE
\ g PO > 54 & 8
TOPIC. AREA , .
» , M
. How well I am doing in my lob ' l. 1 2 3 4 3 2. 01 2 3 4 5
» 1 . '* N
Organizational policies and procedures - “3, 1 2-% & 5 4. 1 2 3 4 5
Pay and benefits S. 1 2 3 4 5 6. 1 2 3 4 5
Activities of uther units/departments withian che s
organization ' 7. 1.2 1 4 5 8. 1L 2 - 4 5
How organizational decisions are made that affect my ‘
job 9. 1 2 3 &4 5 10, 1 2 3 5
Prondn and advancement opportunities ia the )
organization 7 1. 1 2 3 405 12, 1 2 3 4 5

Sending Information to Others

In addition to receiving information, there are many topics on which you can send information to
/ others. For each topic listed on the following pages, mark your response on the answer sheet

that best indicates: (1) the amount of information you are sending and (2) the amount of

information you need to send on that topic in order to do your job.

/
This is the amount This is the amount
of information I of information I
send pow need to send
] E]
3 : ; 2
v @ Fs) U
-l ] - b
- <] - O
v - » D o 8 >
ol B B W Log o9&
s 33438 3 23 Q8
R 4 TOPIC AREA .
Reporting what I.am doing in my job ) 13, 1 2 3 4 5 14, 1 2 3 4 5
Requesting information necessary to do my job 15. "1 2 3 4 5 16, 1 2 3 &4 5

Evaluating the performance of my immediate supervisor 17. 1 2 3 4 5 18, 1 2 3 4 5

Sending {nformation to others in the organization about
what my unit/department does . 19. 1 2 3 & 5 200 1 2 3 4 5

o BEST COPY AVAILABLE o4 -
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o ' ‘ Channels of Communication

The following questions ‘list n‘vnrict'y of channels through vhich information is transmitted <o
enployees. Please mark your response on the answer sheet which best indicates:
of {nformation you are receiving throu;h that channel and (2) the amount of information you need

to receive through that channel.

CHANNEL 7

3

Face-to-face contact between two people

Face-to-face contact among mdye than two. people

Telephoni v )
Written (memos, letters) , ‘

/
Bulletin Boards ‘

"Internal Publications (newsletter, magazine)

.

Thil is the amount

rcseiva now

/

21.

23.
25.
27.
29‘.

‘
3.

' Very Littlé

"y,

* information I

Lictle

Some

Great

- e

[
~

B N ORI O

Sources of Information

L

Very Great

W W wn W w W

(1) the amount

'This i3 the amount
of information I

nee

22,

24.

26.

28.
30.
2.

Very Little

Lictle
Some

to receive .

- e e
w W w

[

~N

\ Great

W W W (¥ [V.} w Ver @:

You not only receive various kinds of information, but can receive such information from various
sources within the organization. For each source listed below, mark your response on the answer
sheet that best indicates: (1) the amount cf information you are receiving from that source and
(2) the amount of information you need to receive from that source in order to do your job.

SQURCES OF INFORMATION
Subordinates (if applicable)
Co-workers in my own unit/department
lmmediate s;pervisat (;.f applicable)
Unit/department meetings
Mid-Management

Top Management

The "grapevine"

This is the amount

of information I
receive now

33.
35.
37.
i9.
41,
43,

45,

29

v

La

o

&

-

- v
> =
LT ]
Y -
>
1 2
1 2
1 2
1 2
1 2
1 2
1-2

Some

Great

-Very Great

W

W W»

This is the -amount
of information I

need to receive

34,
36,
8.
40.
[
42,
6“.

46,

Very Little
Little

Some

[ %)

"o

Great

Very Great

w

W W
0

3
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. ~ ., FPollow-up on Xnformation Sent
Indicate the amcynt of action or follow-up that is and needs to be taken on information you send
to the Yollowing: A '
. o f
é o .

- ‘ . This 1s the amount This is the adount
. - of follow~up now . of follow-up needed
- )

. é .s o Fg o

- s S ¢ v o

3 e & 3 e &

T -4 & d [ ]

» o a o] g a

- EREE N B

. > 0 v > S 3d4ac S

. TOPIC AREA ’
e o ' P

. Subordinates (if applicable) 47. 1 2 3 & 5 48. 1 2 3 4 5
Co-workers within your unit/department 49. 1 2 3 4 S 50. 1 2 3.4 5 .

. Ilmmediate supervisor (15 applicable) S1. 1 2 3 4 5 52. 1 2 3T,A 5

» ' e ~ "

Mid-Management S3. 1 23 4 5 S4, 1 2 3 4 5

.Top Manasgement 55, 1 2 3 &4 5 56, 1 2 3\~k\§5

Feedback Received From Key Sources

Indicate the extent to‘whiéh you currently receive and need to receive suggestions, recommendations,
and/or advice from key sources régarding your perf-rmance and activities in the organization,

Subordinates (if applicable)
Co-workers within your unit/department
Immediate supervisor (if applicable)
Mid-Management s

Top Management
A

s AN
This 1s the
of feedback
receive now

57.
- 59.
61.
" 63.
65.

~ Very Little

[
~ Little

—

»

w Some

¢

amount This is the amount
I of feedback I
need to receive

L)

& o‘-.: :

9 a - o

[ 7] -l o

(L] - v, - (L
[T} —{ &
a > [ I -
2% RN
s S S 3868
& 5 sg,. 1 2 3 45
45 60. 1 2 3 4 5
4 5 62. 1 2 3 4 5
4 S 646, 1 2 3 & 5
4 5 ., 1 2 3 4 5

BEST COPY AVAILABLE .,
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ﬂpality of Information Received from Key Sources \H\\ w!
Timeliness | A

Indicate the extent to which information from the following sources is usually timely (you
get information when you need it—not too early, not too late).

v
-4 &
v o
E :
* v [
> B " >
ER R
. e I OO
Subordinates (1if applicable) P67, 1 2 3 45
Cn-workers within your uunit/department, 68. 1 2 3 4 5
Jumediate supervisor (if applicable) 69. 1 2 3 4 5
Mid-Management 70. 1 2 3 &4 5
Top~Management 7. 1 2 3 4 5
"Grapevine" 72, 1 2 3 4 5

Accuracy

Indicate the extent to which information from the following sources if usually accurate
(you get information that is correct an” sufficiently detailed).

v
i &
v <
v <
~ v
- - U S
D o @ >
< N & O O
O w 06 W O
> 2 B0 >
Subordinates (if applicable) 73, 1 2 3 4 5
Co-workers within your unit/department 74, 1 2 3 4 5
lomediate supervisor (if applicable) 7. 1 2 3 4 5
Mid-Management ' - 76. 1 2 3 4 5
Top-Management 77. 1 2 3 4 5
"Grapevine" 7. 1 2 3 4 5

BEST COPY AVAN ADY E
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. Communication Relationships

A variety of communicative relationships exists in organizations like your own. Employees
exchange messages regularly with management, subordinates, co-workers, etc. Considering your
relationships with others in the organization please mark your response on the answer sheet
which best describes the rce:tionlhip in question.

- S o
[¥] o
' & [ V]
- ]
M) O
7-: : o X
To What extent do you Crust ! .:mmums’ E ot § y e '
. > a2 1 O >
Subordinates (if applicable) ) 79. 1 2 3 4 5
Co-workers within your unit/department 80. 1 2 3 4 5
Izmediate supervisor (i€ ipplicable) - 8l. 2 3 4 5
Mid-Management 82. 1 2 3 4 5
Top-Managenent 83. 1 2 3 4 5
To what extent are differences of opinions encouraged by:
¢ &
f :
i v 8 s
o &
N W a a »
| T ) [} o)
g W 0 W O
> m v O >
Co~workers within your unit/department 8. 1 2 3 4 5
Imnediate supervisor (if applicable) 85. 1 2 3 4
Mid-+anagement ' 86. 1 3 4 5
Top-Management 87. 1 2 3 4 5
To what_extent do you have influence in decisions made by:
~ o
(%) <
4 £
- e 0]
-4 &~
- I I
Y - (<] | o o
> 0w O >
Co-workers within your unit/departaent g8. 1 2 3 &4 5
Immediate supervisor (if applicable) 89, 1 2 3 4 5
Mid-Management 90. 1 2 3 4 5
Top-Management 91. 1 2 3 4 5

BEST COPY AVAILABLE
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Institutional Outcomes

One of the most important "outcomes" of working in an organization is the satisfaction one
receives or fails to receive through working there. Such "gatistaction" can relate to the job,
one's co-workers, supervisor, or the organizationas a whole. Please mark your response on the
answver sheet which best indicates the extent to which you are satisfied with:

)
i &
e <
& ]
-4 | )
- 9 O
) - » § 5 >
Qutcome: & 5 8 & o
gutcome > N 0 Q>
My job 92. 1 2 3 &4 5
. e Al
My pay ) 93. 1 2 3 4 5
My progress in the organization up to this point in time 9%. 1 2 3 & 5
My chances for getting ahead in this organization °’ 95, 1 2 3 4 5
My opportunity tQ "maké a differgnce,” to contr bute to &
the overall success of the organization : 96. 1 2 3 4 5
The organization's system for recognizing and rewarding
outstanding performance 97. 1 2 3 4 5
The organization's concern for its members' welfare 98. 1 2 3 4 5
The organization's overall communicative efforts 99, 1 2 3 4 5
Working in the organization 100. 1 2 3 4 5
The organization as compared to other such organizations 101. 1 2 3 4 35
The organizations overall efficiency of operation 102. 1 2 3 &4 5
‘ The overall quality of the organization's programs and
services 103. 1 2 3 4
The organization's achievement of its goals and objectives 104. 1 2 3 4 5

Background Information

This section is for statistizal purposes only and will be used to stddy how different groups
of people view the organization.

s 105. How do you receive most of your {ncome 109. What is your position in this
from this organization? organization?
1. Salaried 1. I do not supervise anybody
2. Hourly 2. First line supervisor
3. oOther L Mid-Management
4. Top Management
el
106. What 1s your sex: 5. Other (please specifyv:
1. Male L ).
2. Female ' .
107. D K: 110. Fow much training to improve your
- Do you work: communication skills have you had’
1. Full-time 3. Temporary Full-time
. 1. No training at all
2. Part-time 4. Temporary Par:-time 5. Little training

108. How long have you worked in-the organization? 3. Some training

| | . E in1
1. Less than 1 year 4. 11 to 15 years 4 xtensive training

2. 1 to 5 years 5. More than 15 years
3. 6 to 10 years -

BEST COPY AVAILABLE
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APPENDIX B

"INTERVIEW PROTOCOL

.

(The interview should be about 453-50 minutes in length. As a non-
scheduled standardized interview it will include some of the same questions \
for each interviewee, but these will be followed by probes aimed at gaining
the particular interviewee's perspective. In general, three central areas
need to be covered: 1) perceptions of the institution's communicatiofi sys-
tem erceptions of the orzanization s climate, and 3) individuals'
ehavioral and affective responses to the organization's connunication system
and climate.)

your role in the organization. What kinds of informa-
eed to perform your role? Can you give an example? From
ere should this information come? Any other people or

I. Please descir
tion do vo

II. what kinds of informatiorn do you now receive? From where or whom?
Mainly in what form? . .

III. what do you feel are the communication strengths of this organization?
Please be as specific as possible. What about the strengths of your
unit.?

Iv. what do' you feel are the communication_weaknesses of this organiza-
l tion? Again, please be as specific as possible.. How about your unit?

V. Talk to me about the formal channels through which you receive infor-
mation about the organization. What kinds of information do you
receive through formal channels? How often? Most typically from

- whom? Can yougive me a couple of examples?

VI. Now talk to me about the informal channels through which you receive
information? What kinds of information? How often? ¥rom whom?

VII. What kinds of distinctions do you make between formal and informal
communication or between formal and informal communication channels?

VIII. We've asked you to talk about a lot of details. Now we'd like you to
think in amore general way about this organization. Suppose a friend
of yours were considering coming to work heres. (S)He's read the job
description and has been given the facts that are generally available.

As an insider, what else could you tell him or her to give an accurate -

general impression of what it's like to work here? Wwhat would you say
about the atmosphere of the place? Feel free to take some time to
think zbout that.

3
A. How would you describe relationships here?

B. How are people treated?

JQ




APPENDIX B

3

Interview Protocol, p. 2

C. an would you describe the decision making processes? h
G. What is it like here in terms of formality, supportiveness,
receptiveness to different views, etc:
IX. What would ‘'you like to see done to 1nprove communication in the orga-

nization? Any recommendations?

g,
.

L
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